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FCC Form 481 - Carrier Annual Reporting OMB Control o  3060-0986 OMB Control o  3060-0819 

ul  013

<010> Study Area Code
  

<015> Study Area Name
 

<020> Program Year
 

<030> Contact Name:  Person USAC should contact 
with questions about this data 

 <035> Contact Telephone Number:  
Number of the person identified in data line <030>  

 
<039> Contact Email Address:  

Email of the person identified in data line <030>

54.313 
Completion  

Required 

54.422 
Completion 

Required

<100> Service Quality Improvement Reporting

<200> Outage Reporting (voice)   
<210> <-- check box if no outages to report  

  

<300> Unfulfilled Service Requests (voice)

 <310> Detail on Attempts (voice)

 <320> Unfulfilled Service Requests (broadband)

<330> Detail on Attempts (broadband)

<400> Number of Complaints per 1,000 customers (voice)
<410> Fixed  
<420> Mobile  
<430> Number of Complaints per 1,000 customers (broadband)
<440> Fixed  
<450> Mobile  

 <500> Service Quality Standards & Consumer Protection Rules Compliance

<510>  

<600> Functionality in Emergency Situations

<610>
 

<700> Company Price Offerings (voice)
<710> Company Price Offerings (broadband)
<800> Operating Companies and Affiliates
<900> Tribal Land Offerings (Y/N)?

<1000> Voice Services Rate Comparability

<1010>

<1100> Terrestrial Backhaul (Y/N)? 

<1110>
<1200> Terms and Condition for Lifeline Customers  

 
Price Cap Carriers, Proceed to Price Cap Additional Documentation Worksheet

Including Rate-of-Return Carriers affiliated with Price Cap Local Exchange Carriers   
<2000>   
<2005>    

Rate of Return Carriers, Proceed to ROR Additional Documentation Worksheet   
<3000>   
<3005>   

ANNUAL REPORTING FOR ALL CARRIERS

               (if yes, complete attached worksheet)

(check to indicate certification)

(if not, check to indicate certification)

(complete attached worksheet)

(attached descriptive document)

(check to indicate certification)

(complete attached worksheet)

(complete attached worksheet)

(complete attached worksheet)

(check to indicate certification)

(attached descriptive document)

(attach descriptive document)

(complete attached worksheet)

(complete attached worksheet)

(complete attached worksheet)

(attach descriptive document)

 

 

 

 

(complete attached worksheet)

(check to indicate certification)

(complete attached worksheet)

(check to indicate certification)

(attach descriptive document)

 
 

 
 

 
 

(check box when complete)

  
  

 

  
 

  
 

  
 

  
 

  
 

  
 

Data Collection Form
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Tisha Lake

✔

✔

✔

✔

✔

643300vi1010-CY2013.pdf

2015

✔

✔

0.0

tlake@innovative.vi

✔

✔

✔

✔

✔

1.024

✔

✔ ✔

✔

✔
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VITELCO-INNOVATIVE

✔

3407158611 ext.

643300vi510-CY2013.pdf

643300vi310-CY2013.pdf

✔

1.177

✔

✔

643300vi610-CY2013.pdf

28

✔

14
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✔

0.0
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Certification - Reporting Carrier FCC Form 481
Data Collection Form OMB Control No.  3060-0986/OMB Control No.  3060-0819

July 2013

<010> Study Area Code

<015> Study Area Name

<020> Program Year

<030> Contact Name - Person USAC should contact regarding this data

<035> Contact Telephone Number - Number of person identified in data line <030>

<039> Contact Email Address - Email Address of person identified in data line <030>

TO BE COMPLETED BY THE REPORTING CARRIER, IF THE REPORTING CARRIER IS FILING ANNUAL REPORTING ON ITS OWN BEHALF:

Printed name of Authorized Officer:

Certification of Officer as to the Accuracy of the Data Reported for the Annual Reporting for CAF or LI Recipients

Name of Reporting Carrier:

Signature of Authorized Officer: Date

I certify that I am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the annual reporting requirements for universal service support 
recipients; and, to the best of my knowledge, the information reported on this form and in any attachments is accurate.

Title or position of Authorized Officer:

Telephone number of Authorized Officer:   

Study Area Code of Reporting Carrier: Filing Due Date for this form:

 

 

 

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934,  47 U.S.C. §§ 502, 503(b), or fine or imprisonment 
under Title 18 of the United States Code, 18 U.S.C. § 1001.   

 

CERTIFIED ONLINE

07/01/2014

3407158912 ext.

Tisha Lake

Louis Minion

2015

07/01/2014

tlake@innovative.vi

VITELCO-INNOVATIVE

Corporate Group Controller

VITELCO-INNOVATIVE

3407158611 ext.

643300

643300
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Certification - Agent / Carrier FCC Form 481
Data Collection Form OMB Control No.  3060-0986/OMB Control No.  3060-0819

July 2013

<010> Study Area Code

<015> Study Area Name

<020> Program Year

<030> Contact Name - Person USAC should contact regarding this data

<035> Contact Telephone Number - Number of person identified in data line <030>

<039> Contact Email Address - Email Address of person identified in data line <030>

 

Certification of Agent Authorized to File Annual Reports for CAF or LI Recipients on Behalf of Reporting Carrier

TO BE COMPLETED BY THE AUTHORIZED AGENT:

Telephone number of Authorized Agent or Employee of Agent:   

Signature of Authorized Agent or Employee of Agent:

Name of Authorized Agent or Employee of Agent:

I, as agent for the reporting carrier, certify that I am authorized to submit the annual reports for universal service support recipients on behalf of the reporting carrier; I have provided 
the data reported herein based on data provided by the reporting carrier; and, to the best of my knowledge, the information reported herein is accurate.

Date:

Printed name of Authorized Agent or Employee of Agent:

Title or position of Authorized Agent or Employee of Agent

Name of Reporting Carrier:

Study Area Code of Reporting Carrier: Filing Due Date for this form: 

Printed name of Authorized Officer:

Name of Reporting Carrier:

Study Area Code of Reporting Carrier:

Title or position of Authorized Officer:

Telephone number of Authorized Officer:   

Filing Due Date for this form: 

TO BE COMPLETED BY THE REPORTING CARRIER, IF AN AGENT IS FILING ANNUAL REPORTS ON THE CARRIER'S BEHALF:

Certification of Officer to Authorize an Agent to File Annual Reports for CAF or LI Recipients on Behalf of Reporting Carrier

I certify that (Name of Agent)_______________________________________________________ is authorized to submit the information reported on behalf of the reporting carrier.  I 
also certify that I am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the annual data reporting requirements provided to the authorized 
agent; and, to the best of my knowledge, the reports and data provided to the authorized agent is accurate.

Date:

Name of Authorized Agent:

Signature of Authorized Officer:

 

 

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934,  47 U.S.C. §§ 502, 503(b), or fine or imprisonment 
under Title 18 of the United States Code, 18 U.S.C. § 1001.   

 

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934,  47 U.S.C. §§ 502, 503(b), or fine or imprisonment under Title 
18 of the United States Code, 18 U.S.C. § 1001.   

Tisha Lake

2015

tlake@innovative.vi

VITELCO-INNOVATIVE

3407158611 ext.

643300
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Voice Unfulfilled Service Requirement 
The unfulfilled legacy/HFC landline service requirements in 2013 were primarily attributable to the 
unavailability of adequate outside facilities and the fact that the Company’s HFC network build out was 
not 100% completed.   

Telecommunication landline service remediation to our unfulfilled customers in 2013 was resolved by 
converting customers to the new HFC network when there were no legacy facilities available in the area.  
This required restructuring and redesigning of the outside plant infrastructure and provisioning or 
resurfacing wires supported on the HFC network.  On the legacy plant, customers were provided service 
by replacement/installation of copper cables, repairing of defective cable pairs and reassigning of cable 
counts. 

 



 

Broadband Unfulfilled Service Requirement 
Unfulfilled broadband service requirements in 2013 were primarily attributable to portions of the legacy 
copper plant that were unable to support broadband service and had not been replaced by the HFC 
network build-out that was not 100% complete.   

The broadband service remediation to unfulfilled customers in 2013 was accomplished by implementing 
the HFC network.  The HFC network required re-engineering and designing of new outside and inside 
plant facilities.  The new network required the installation of fiber to the nodes, the associated pole line 
hardware, new optical nodes, the replacement of defective cable, and the rearranging of the outside 
plant cables. 

 



 

Service Quality Standards 
Innovative Telephone has worked with the VI Public Services Commission to develop service quality 
standards to monitor the company’s performance as it is in the middle of a significant infrastructure 
upgrade, which will positively impact its overall service standards and reporting capabilities. Innovative 
Telephone is currently required to report performance based on the following metrics on a monthly 
basis: 

Current Quality of Service Status- Monthly Reports (8 Objectives/Metrics are in bold) 

Innovative Telephone submits a monthly PSC report which consists of the following metrics: 

Customer Service 
o Total calls received 
o Total calls abandoned 
o Total calls answered 
o Percent of calls answered within 20 seconds (Objective: 90%) 

Repair (912)- Call Volume 
o Total calls received 
o Total calls abandoned 
o Total calls answered 
o Percent of calls answered within 20 seconds (Objective: 90%) 

Service Center 
o Customer repair reports 

Total trouble  repair reports received 
Percent repair reports cleared within 24 hours (Objective: 85%) 
Percent repair reports cleared within 48 hours (Objective: 85%) 
Percent repair reports cleared within 72 hours (Objective: 85%) 
Percent repair commitments met (Objective: 90%) 
Customer repair reports (Troubles per 100; Objective: less than 9.5 troubles 
per 100)  

o Customer installation reports 
Number of install requests received  
Installations completed within 5 days of scheduled date (Objective: 90%) 

 

In providing services to its customers, Innovative Telephone has faced numerous challenges.   As a result 
of the failure to make investments or otherwise take steps reasonably necessary to compete in today’s 
communications marketplace, prior ownership of Innovative Telephone neglected the network, which 
caused the company’s service quality to suffer.  However, after Innovative Telephone’s parent company 
emerged from bankruptcy in 2010, the company’s current ownership launched a multi-year and multi-



 

million dollar program to modernize Innovative Telephone’s network.  As a result of these efforts, 
Innovative Telephone has been improving service quality month over month for the variables identified 
above. 

Innovative Telephone’s activities to upgrade and modernize its network, equipment and service will 
translate into fewer trouble tickets and quicker resolution of service and customer care issues.  Likewise, 
customer familiarity with the new billing statements will result in less demand on the customer facing 
staff. 

The Modernization Plan 

The cornerstone of the improvement of Innovative Telephone’s quality of service is its modernization 
project. The project, which has been accelerated, was originally a four to five year plan --- now, it has an 
estimated completion date of January 2015.  When complete, the project will address the need for new 
services and improve the quality of voice, video and high speed data offerings throughout the US Virgin 
Islands.  The Company is making concerted efforts to notify customers of the changes and advise them 
that their service interface to the new plant must be upgraded.  This is occurring in each of the areas 
where the new network is activated. 

Innovative Telephone’s modernization project is the ultimate remediation plan and will resolve all of the 
issues with the legacy plant. During 2012, in addition to the plant upgrade, a number of new initiatives 
including the launch of a new billing and operating system created an environment where there was a 
remarkable increase in customer call volume and trouble tickets as subscribers adapted to the new 
technologies. As a result of the increased activity in the Business Offices and Repair Centers, the 
Company was unable to meet most of its service standards.  To help remedy this situation, the Company 
hired additional personnel to assist in the two areas (the Business Office and the Repair Center). 
Innovative Telephone also issued notices to the public as well as provided customer education regarding 
the new bills and other pertinent information about the conversion and modernization plan.  It is 
important to note that, despite these challenges in 2012, Innovative Telephone has increased 
significantly the number of performance standards it met in 2013 as the company continues to convert 
customers to the new network.  For standards that are not met, Innovative Telephone is required to 
submit a remediation plan, and the company continues to work cooperatively with the VI Public Services 
Commission to address any concerns about its quality of service. 

 

Consumer Protection Rules Compliance 
• Innovative Telephone participates fully in the Virgin Islands Public Service Commission’s 

telecommunications billing dispute resolution process by which consumers may enlist the PSC to 
review and resolve billing disputes, a process explained in the General Regulations section of the 
Company’s local services tariff (see Local Tariff, Section 2 – General Regulations, Page 11) and on 
the PSC website (http://www.psc.gov.vi/telecom.html) . 



 

•        The Company provides appropriate credits to consumers for significant interruptions in service 
in accordance with its tariff provisions (see Local Tariff, Section 2, Page 15). 

•        No disconnection of service for nonpayment is made until a specified period time after the 
customer is provided with a delinquency notice (see Local Tariff, Section 2, Page 21). 

•        In compliance with PSC-approved tariff regulations all customer challenges to billed amounts 
are subject to provisions of the federal Truth in Lending Act as related to the required written 
recognition of a customer complaint and the time period during which resolution must be 
achieved (see Local Tariff, Section 2, Pages 23 – 24). 

•        The Company complies fully with PSC-approved regulations regarding the amount of customer 
deposits, the documentation of receipt of deposits, the accrual of and payment of interest on 
deposits, and prompt repayment of deposits upon termination of service (see Local Tariff, 
Section 2, Pages 60 - 61 regarding collection/interest and Page 68 regarding refunds). 

The Company complies fully with the FCC’s rules regarding Customer Proprietary Network 
Information (CPNI).  

 



 

Implemented Procedures to Function in Emergency Situations 
The reporting carrier has sufficient backup power, including battery banks and emergency generators 
(host offices have dual generator sets), to ensure functionality without an external power source. The 
reporting carrier is able to reroute traffic around damaged facilities (via fiber cable - underground and 
aerial, and/or via microwave), and is capable of managing traffic spikes resulting from emergency 
situations.  The community of interest can be served from the central offices and remotes. 
 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

Voice Services Rate Comparability 
Virgin Islands Telephone Corporation certifies that our pricing of fixed voice services in no more than 
two standard deviations above the applicable national average urban rate for voice service, as published 
annually by the Wireline Competition Bureau, as required in 47 C.F.R. section 54.313(a) (10).  The 
detailed rates below support the certification: 

Flat Rate for residential local service:   $21.65 

Federal SLC          6.50 

State SLC, USF, Mandatory EAS and Zone Charges:     0.00 

Total Residential Rate     $28.15 

Urban Rate Floor     $20.46 

Benchmark plus two standard deviations  $46.96 

 

 


